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BENH VIEN TIM HA NOI | Poc ldp — Tw do — Hanh phiic
Sé: .. 024 . /BCBVT He Néi, ngay. . thang AD... nam 2017
BAO CAO

Két qua khao sat sy hai 1ong ngudi bénh ndi tra
tai bénh vién Tim Ha Néi thang 09 nam 2017

Thuc hién Quyét dinh s 6859/QB-BYT ngay 18/11/2016 cia BS Y té vé viéc ban
hanh cac ndi dung kiém tra, danh gia chét lwgng bénh vién ndm 2016.
Cin clr Céng van sb 1356 /KCB- QLCL ngay 21/11/2016 cta Cuc Quan Iy Khim,
chita bénh v& viéc huong din kiém tra, dénh gia chét luong bénh vién niim 2016
Thuo hién K& hoach s6 57/KH-BVT ngay 09/01/2017 clia bénh vién Tim Ha N6i vé
“Khao sat su hai 1ong cua ngudi bénh va can bd nhén vién ndm 2017”.
Mang luéi Quan ly chit lugng bénh vién Tim Ha Nbi tién hanh: “Khao sat su hai
Jong ctia ngudi bénh ndi tri thang 09 nam 20177 véi muc ti€u:
1. Xde dinkh mitc d6 héi long cia ngudi bénh didu tri ndi trii vé chdt leong dich vy khdm,
chita bénh tai bénh vién Tim Ha Noi thang 09 ndm 2017.
2. Mot sé yéu 16 dnh hudng t6i sw khdng hai long ciia ngudi bénh diéu tri ndi trit tai bénh
vién Tim Ha NGi thang 09 nam 2017.
I. POI TUQNG VA PHUONG PHAP KHAO SAT
1. Péi twong khdo sdt: Ngudi bénh diéu tri tai 07 khoa: Nai, Ngoai, Pidu tri tw nguyén,
Nhi, Hai stc tich cue, Tim mach chuyén héa va khoa Cac bénh mach méau. M&i khoa thue
hién khéo sat 15 ngudi bénh.
2, Thoi gian tién hanh va tiéu chudn chon ngwoi bénh khao sdt
- Thoi gian khao sat: Tir 18/09 dén 29/09/2017.
- Tiéu chudn lya chon ngudi bénh:
+ Nguoi bénh dugce théng bao ra vign hodc di nim vién tir trén 3 ngay.
+ Ngudi bénh ddng v tham gia khao sét, ¢6 kha ning tra 1i ciu hoi.
Dbi v6i tré dudi 18 tudi, tién hanh phéng vén ngudi chim séc trye tiép.
3. Phuwong phdp khéo sdt: Didu tra m6 ta cit ngang.

Khao sdt vién: Thanh vién mang ludi QLCL bénh vién dd dugce tip huén k¥ ndi
dung khao sat.

Xt Iy 56 ligu: STATA 12.0 va cée phuong phap thdng ké y hoc théng thuong,
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1. Dic diém théng tin cha ngudi bénh.

1€ 53.3%, ¢6 46.7% ngudi bénh trong dé tubi lao dong (tir 15 — 60 tudi).

2. Mirc d¢ hai long ciia ngudi bgnh khi st dung dich vu tai bénh vién

Quy wéc cdch tinh diém: B3 cau hoi duge chdm diém theo thang diém Likert véi 5
e d§. Cac lwa chon cta ngudi bénh tinh diém twong img nhu sau:

Thang dié :
l?};ligéml)em Mire d§ hai long | Xép loai chung
1 R4t khéng hai long
Khéng hai long ch
2 Khdng hai long ng hai long chung
3 Binh thut‘)ng Binh thub'ng (Chua thuc sur hai lbng)
4 Hai long i Lo o
5 R4t hai lang al long chung

Diém hai long chung = tong di€ém/tong s6 cu hoi

Diém hai long cho ting vén d& = tong s6 phiéu nhan xét didm 4, 5/ tdng s6 phidu khao sét

IL KET QUA VA BAN LUAN

Tudi trung binh cia ngudi bénh trong dot khio sat 1a 55.3 + 24.2 tudi, cao nhit 1a
ngudi bgnh 87 tudi, thép nhét 13 bénh nhi dudi 1 thang tudi. Ngudi bénh trén 60 tudi o6 ty

Trong 105 ngudi bénh tham gia khéo sat, ty 18 nam gidi 14 55.2% cao hon so v&i nit
gi61 (44.8%), hiu hét ngudi bénh ¢6 st dung the bao hiém khi didu tri tai vién, véi 96.2%.

Ngay diéu tri trung binh cia ngudi bénh 12 8.0 ngdy, da s6 ngudi bénh nim tai b&nh
vién 1a 3 ngdy (mode), sb ngay diéu tri ngén nhét 12 2 ngay, sb ngay didu u dai nhét 14 60
ngay (ngudi bénh tai khoa N§i).

2.1. Kha ning tiép cin dich vu:

Béing 2.1. Mirc d§ hai long cia ngudi bénh vé kha ning tiép céin dich vu

Khéng Binh Hai Rit » -
T N§i dung khdo sat hailong | thudng | Long | hailéng | ~O"8
n | % | n|%|n| % n | % | N|%
I | Ngudi bénh hoi va goi duge nhin vién
y t6 khi cin thiét 0 |00 3 |28 |88} 83.8| 14 |13.4] 105100
2 | So dd, bién béo chi din dudng dén cac
khoa, phong r6 rang, dé hiéu, dé tim 0 100] 4 |38 |89 84.8| 12 |11.4] 105|100
3 | Thoi gian vao thdm ngudi bénh dugc
thong béo rd rang., 0 100] 3 128 |91 86.7| 11 [10.5]105] 100
4 | Céc 15i di trong bénh vién, hanh lang
bing phéng, d& di. 0 |00 5 |48 [90(857 | 10|95 ]105]100
5 | Céc khdi nha, cdu thang, budng bénh
dugc dénh sb 6 rang, d& tim. 0 |00 4 |38 [93|886| 8 |7.6]|105!100
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Ty lé ngudi bénh hai long véi cac ndi dung khio sat vé& kha nang tiép can dich vu dat
trén 95.0%, Tuy vdy, ty 1& ngudi bénh rét hai long (mic 5) con thip dao dong tir 7.6% -
13.4%. Thoi gian vao tham ngudi bénh dugc thong bio rd rang va viéc ngudi bénh hoi va £0i
dugc nhén vién y té khi cén thiét co ty 1& nguoi bénh hai long cao nhit vai 97, 2%, tr ong do ty
1& ngudi bénh rét hai long la 10.5% va 13.4%. Ty 1& ngudi bénh hai léng mue 5 vé viéc hoi
va goi nhén vién y t& khi cin 13 13.4%, gidm so v6i thang 8/2017 (15.2%)).

Qua trinh phong vén nguoi bénh gép v rﬁng bic thém 1én nha v€ sinh ni tai khoa Cac
bénh mach mau hoi cao, kho di v&i ngudi cao tudi (VB nir 86 tuds).
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Biéu b 2.1, Miirc d9 hai long ciia NB d6i v6i thoi gian chi tidp cin dich va

Két qua khao sat cho thdy thdi gian chd tiép cén dich vu ciia ngudi bénh da dugc cai
thién hon so v6i thang 8/2017, khong con ty 1& ngudi bénh khéng hai long, ty 1€ ngudi bénh
hai long ting dang ké, ty 18 rét hai long tdng tor 6.4% - 17.3% (thang 8/2017) 1én 11.2% -
18.0% (thang 9/2017).

Tham gia khao sat c¢6 89/105 nguoi bénh di thue hién thanh toan ra vién, tuy khéng
¢6 ngudi bénh khong hai ong, nhung ty 18 ngudi bénh rit hai 1ong thép nhit v&i 11.2%.

Qud trinh phdng vén, ngudi bénh nhin xét thi tuc thanh todn cia bénh vién con phire
tap va chd doi 14u, ngudi bénh mong mudn duoc thanh toan som dé kip xe v& vi nha xa (1 y
kién cosd 1 va 1y kién co sé 2).

Phin mé&m ‘cdng nghé thong tin mGi chua hoan thién d& 1am &nh huéng t6i su hai long
ciia nguoi bénh trong viée chd tlep cén céc dich vu tai bénh vién.

2.2. Sw minh bach théng tin va thi tuc kham bénh, didu tri



Bang 2.2. Mirc d§ hai 1ong cia ngudi bénh vé sy minh bach thong tin va thi tuc
kham bénh, didu tri

Khdng Binh Hai Rt hai

I~ R X ) TH
TT Noi dung khio sat hailong | thudng | Long long ong
n % n %o n % n Y% | N | %
1 Cong khai, cdp nhat théng tin thudc 0 {00 6 |57 |78 |743] 21 {20.0]105 | 100

va chi phi

Gidi thich, tw vén truéc lam xétnghiém | 0 | 0.0 | 3 [2.9 | 82 {78.1 20 [19.0| 105 100

Giai thich tinh trang bénh va phuong

3 phép didu tri - 0 (00| 2 [1.9 |85 |81.0] 18 |17.1] 105|100
4 fﬁ?g"pho bién ndi quy, thdng tin cén 0 100] 2 |19]85 |80 18 |17.1| 105 | 100
5 | Quy trinh thi tuc nhép vién 0 (0.0 6 57 |86 |89 13 |12.4]105]| 100

Ty 1& ngudi bénh hai 1ong vé su minh bach théng tin va thti tuc khdm bénh, diéu tri
dao ddng trong khodng tlr 94.3% - 98.1%, khéng cé su chénh 1&ch nhidu so véi thang
8/2017 (tr 94.1 — 98.1%), tuy nhién, ty 1& nguorl bénh hai long vé viée dugc giai thich, tu

vén trude khi lam xét nghiém va giéi thich vé tinh trang bénh, phuong phap didu trj 1a
97.1% va 98.1% cao hon so véi thang 8/2017 twong tmg 14 94.3% va 95.2%.

Viée cong khai, cip nhdp théng tin thudc va chi phi didu tri c6 ty 18 ngudi bénh rit
hai 1ong 14 cao nhit véi 20.0%, cao hon so véi thang 8/2017 (15.2%).

Quy trinh tht tuc nhép vién 1a ngi dung ngudi bénh danh gia c6 ty 18 hai long thép
nhat véi 94.3%.

2.3. Co 6 vit chat va phwong tién phuc vu nguoi bénh,

V& co s& Vit chét va phuong tién phuc vu cla bénh vién cé ty 1& ngudti bénh hai
Iong tr 91.4% --96.2%, thip hon so véi thang 8/2017 (tr 93.3% — 98.1%). Su hai long
gidm nhidu nhét (2.9%) la dénh gia cia ngudi bénh vé budng bénh khang trang, diy di
thiét bi didu chmh nhiét d6 va vé canh quan bénh vién xanh — sach — dep, tir 94.3% (thang
8/2017) xubng con 91.4% (thang 9/2017).

K&t qua khao sat cho thiy viée cung cdp quan 40 sach s& va nudc ubng néng, lanh
day di ¢ ty 18 ngudi bénh hai long cao nhit (96.2%), t 1& rét hai long 1a 18.1% va
16.2%. Tuy nhién, trong qua trinh phdng vén, c6 1 nguoi bénh gop y tay 4o cla ngudi
bénh nén duge ndi rong ra 1 chit dé thoai mai hon (co st 2).

C6 1.9% ngudi bénh khong hai long vé tinh trang vé sinh bénh vién (01 NB nim
tai khoa Noi va 01 NB tai khoa Diéu trj tu nguyén). Nguoi bénh nhén xét nha vé sinh
chua sach (NB nam 54 tuéi — Khoa Ngi) hoiic bdn vé sinh nhiéu ldn khéng x4 dugce nuée

(NB ni¥ 68 tuéi — Khoa Diéu tri tw nguyén). Thuc té 12 do sb luong nha vé sinh it, tAn sudt
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va nhu ciu ngudi st dung 16n va chit yéu do y thitc st dung. Tuy nhién, khi nhan dugc
phan hdi, khoa d4 nhanh chong tim giai phap khéc phuc kip thoi phuc vy ngudi bénh.
Bang 2.3. Mire d9 hai long véi co sé vit chat va phuong tién phuc vy

| Khéng Binh Hai Ré‘i\t hai Téng
TT Ngi dung khdo sat hailong | thudng Long long
n % n % n % n % N %
1 | Ovong bénk ddy da 1 ngudi/ givdng, | o o0 1 o lee 5] 714] 21 |200] 108 100
2 { Quan 4o dly da, sach s& 0 |00 4 |38 |81 781 19 |18.11105 100
3 bBl“gl‘;i Eﬁﬁql‘h';hlﬁ‘;tg;ga“g’ diy di thiét 0 00| 9 |86 77| 733} 19 |18.1] 105|100
4 mﬁfg;’:t sinh thugn tién, sach $& s 5\ 191 10 {os 75| 714] 18 11711105 100
5 | Nude ubng néng lanh ddy du 0 00| 4 [38 {84 80.0( 17 |[16.2] 105|100
6 | An ninh trt tu 0 00| 6 [57 [82]78.1| 17 |162] 105|100
7 | Pam béo sy riéng tu 0 |00 7 |67 |83 79.0| 15 [14.3] 105 ]100
8 | Bénh vién xanh-sach-dep 0 00| 9 (86 |81 77.1 15 |14.3]| 1051100
9 Ché’xtluqngphucvu cha céng tin O |00 9 (91 (78] 79.6] 11 |112] 98 1100

Qua trinh phong vén ghi nhan 9 v kién nguoi bénh phan anh tinh trang nha v& sinh
chua dam béo, thinh thoang bi téc, bin, ¢6 rac tdn lai hodic nha vé sinh chét nho 6y kién co
so 1: 02 NB & khoa Ngi, 01 NB khoa Nhi, 02 NB khoa Ngoai mach mau, 01 NB khoa Didu
tri tu nguyén va 3 y kién co s& 2 ddu & khoa Cic bénh mach mau). Nguyén nhin khach
quan mé ngudi bénh nhén xét 14 do ¥ thirc ngudi st dung va mét phin do 14 ngay nghi nhan
vién v€ sinh chi thay rac va khong quét don do luc luorng mong khong lam 4l ¢dng viée cho
tit ca cac khoa, phong). C6 2 ngudi bénh gop ¥ vé cing tin bénh vién, cho 1a.ng 6 4n chua
hop khau vi, gia ¢4 con dét (co so 2).

2.4. Thai d§ wng x1r, niing Iwe chuyén mén ciia nhén vién y té
Béng 2.4 cho thay, ty 1& ngudi bénh hai long v& tinh than, thai d¢ cia nhén vién y té
cao, trong d6 100% ngudi bénh hai long vé viée bac si, didu dudng hop téc tdt, xir Iy cong
viée kip thoi, viéc bac sT kham, déng vién, huéng din, din do khi ra vién va viée dugc

nhdn vién y t€ t6n trong dbi x& binh ding, quan tim gitip d& ngudi bénh. Tuy nhién, ty 1&

ngudi bénh rit hai long con thép chi tir 19.2% - 30. 5%, va thip hon so v6i théang 8/2017
(tr 27.4% - 40.0%).



Bang 2.4. Mirc d9 hai 1ong cita ngwdi bénh vé tinh thin, thai 43 giao tidp ciia NVYT

Khéng | Binh Hai RAt hai T3
TT Noi dung khio sit hailong | thuing Long long, ng
n Yo | n | % | n| % n | % | N %o
1 | Thai do ctia Bac sf, didu dudng 0 00| 1 [1.0 |72 685 32 [30.5]105] 100
2 | Thai do cha hd ly 0 [00] 2 (19 |72 68.6| 31 {29.5|105]| 100
3 | Bidu hién goi y bdi dudng 0 1001 1 1.0 |73(69.5 | 31 |29.5]105]| 100
4 | Béc si, Pidu dudng hop tac tdt va
xir Iy cong viée thanh thao kip thoi | O | %0 | O |00 |76 724 | 29 127.6] 105 | 100
5 | Béc sT kham, dong vién 0.0 0.0 |76 72.4| 29 |27.6| 105 100
6 | Béc st huéng dan, din do khi ra vién 0.0 0.0 |70} 73.7| 25 |26.3| 95 | 100
7 | NVYT ton trong, dbi xir cong bing, '
quan tam, gitip 5 0 100 0 |00 |78 743| 27 |257]105]| 100
8 | Tu vén ché dd dn, vin dong, theo
451 va phong ngira bién chimg 0 |00} I |10 |78|743 | 26 |24.7]105| 100
9 | Nhén vién hudéng dan tha tuc ra vién 0 00| 3 (32 |68 73.1| 22 {23.7] 93 | 100
10 NEan vién lam thd tuc thanh toan 0 (00| 5 |56 |64 701 21 233 90 | 100
vién phi
11 | Thai d§ nhén vién bao vé 0 |00] 3 {29 {81 77920 192|104 100
(Ghi chii: NVYT: Nhdn vién y t6)
ST‘{@i —&—Théng 8/2017
% ~@~Thang 9/2017

Cac bénh mach
mat

Tim mach J
chuyén hoa AR

Biéu d6 2.2. Dlem hai long trung binh cia NB d6i véi thai do ung xi,
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niing lyc chuy@n mén cda nhian vién y té tai cic khoa trong thang 8 va 9/2017.




V6i thang diém Likert 5 mirc d3 tir rit khong hai long ~ rét hai long tuong tmg tir 1
diém — 5 &iém, két qua cho thiy diém hai long trung binh cla ngudi bénh vé théi do irng
xlr, ndng lyc chuyén mén cta nhan vién v t€ tai cic khoa tuy dat mic didm 4 trd 1en,
nhung déu giam hon so véi thang 8/2017, diém hai 1ong trung binh cao nhét 1 tai khoa
Céc bénh mach mau (4.63/5 diém), thip nhét 12 khoa Noi véi 4.0/5 diém.

Muc tiéu phin d4u ctia bénh vién ting din mic didm hai [ong cao nhit (mic 5 — rit
hai long), didu tra vién dd ¢6 géing hoi y kién ctia ngudi bénh giai phép d& dat mire hai long
cao nhét, tuy nhién nhiu ngudi bénh chi danh gia dich vu tai bénh vién & mite tét/hai long
(mirc 4) va khéng 6 gép y gi thém (ngudi bénh tai khoa N&i, Hdi sitc tich cuc),

2.5. Két qua cung cip dich vu

Bang 2.5. Mire d6 hai long ciia ngwoi bénh vé két qua kham va didu tri

TT Noi dung khio sat hailong | thuwong Long long

Khéng Binh Hai RAt hai Téng

n | % | n |%|n| % |n % | N | %

1 | Chét luong chim séc clia PD 0 (00| 0 [00 |75] 714 30 |28.6|105]|100
2 | Tin tudng vé chit luong dichvy | 0 00| 1 [1.0 | 75| 71.4| 29 | 27.6 [ 105 | 100
3 | Chén doan va diéu tri cia BS 0 [00] 2 |19 |74] 70.5] 29 | 27.6 | 105} 100
4 gj; pnat thube va budng din| o o 3 |29 | 74| 705 28 | 267 | 105 | 100
5 | Két qua didu tri 0 (00| I [1.0|77] 733 27 |2571104] 100
6 | Trang thiét bi, vat tu ddy da 0 (00| 2 [1.9 |77 | 733 | 26 | 24.81105]| 100
7 | Gid ca dich vu y té 0 [00| 6 |59 |73 723 22 |21.8|1021100

100% ngudi bénh tham gia khao sat hai long vé& chit lugng chim séc cia didu dudng,
trong do, ty 18 rét hai long 14 cao nhit véi 28.6%.

Khéng cé ngudi bénh khong hai long vé gid ca dich vu y té, nhung tj 1& ngudi bénh
chua thuc sy hai long (mire 3- binh thudng) cdn cao (5.9%).

Ngudi bénh rat hai 1ong vé chit lugng didu tri va dich vu ciia bénh vién (VB ni# 83
tuéi — Khoa Cdc bénh mach mau) hodc ¢6 ngudi bénh rat cam on BV d& phat hién ra bénh
v chim soc tdn tinh (NB nit 58 tudi — TMCH).

Biéu d6 2.1 cho thy ty 1& ngudi bénh danh gia bénh vién d& dap timg duge > 80% so
v6i mong doi cia ho la 87.6%, cao hon so véi mic dénh gid cua ngudi bénh tai théng
8/2017 (82.9%). Ty 16 mong dgi clia ngudi bénh duge dép ng thip nhét 13 70% (c6 4
ngudi), cao nhit 1a 100% ( véi 36 ngudi).

il
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Bicu d6 2.3. Panh gia sy dap ng so véi mong doi ciia ngudi bénh
Panh gia sy lya chon quay ai ciia ngudi bénh

Bang 2.7. Danh gid sy lya chon quay lai cita ngudi bénh

Lua chon n %

1. Chéc chén khéng bao gir quay lai 0 0.00
2. Khong mubn quay lai nhung cé it lya chon khac . 0 0.00
3. Mubdn chuyén tuyén sang bénh vién khac 0 0.00
4. C6 thé s& quay lai 14 13.3
5. Chic chin s& quay lai hodc gigi thiéu cho ngudi khac - 89 84.8
6. Khac: Néu cé gidy chuyén tuyén, s& gidi thidu cho ngudi khéc 2 1.9

Téng 105 100.00

Khi duge phéng van vé sy lwa chon quay lai st dung dich vy y té tai bénh vién khi cé
nhu cdu thi ¢6 84.8% ngudi bénh khing dinh ho quay lai hoéc glO‘l thiéu cho ngudi khéc, cao
hon so voi thang 8/2017 (82.65%), ¢6 13.3% ngudi bénh tra 11 ring c6 thé s& quay lai. Két
qua khdo sét cho biét ¢6 1.9% nguou bénh mong muén quay tré lai vién didu tri nhung con
phu thude vao viée c¢6 xin duge glay chuyén tuyén hay khéng.

2.6. Danh gid chung _

Ty 1€ hai long chung duoc tinh bing sé cau trd 161 & mitc 4 va 5 tén tdng s6 cau 1ra Ioi
clia ngudi bénh khi danh gid vé cic ndi dung khio sat. Két qua thu duoc tai théng 9 nim
+ 2017 ngudi bénh hai long 14 96.27%. khc")ng hai long 14 0.05%, va binh thudng 13 3.68%.

Thai d§, img xir, ndng lyc chuyén médn cia nhin vién y t& va két quéa dich vu co

diém hai long tr ung binh 13 cao nhét véi 4.24/5 diém, gidm hon so v&i thang 8/2017, lan
lugt 14 4.34/5 diém va 4.25/5 diém.



Piém hai long cua ngudi bénh vé thoi gian chér tiép cén dich vu d3 cai thién hon so
v6i thang 8/2017, tuy nhién su thay dbi 1a khong ding ké 4.1/5 diém so v6i 4.03/5 didm.
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™ 4.1, Thoi gian chd tiép can dich

vy

P 'i‘ » Sy minh bach théng tin va
© 7 thityc khdm bénh, diéu tri

Bicu do 2.4. So sanh diém hai long ciia NB giita cc nhém chi sb hai long thang
8 va 9/2017

Qua trinh phéng vin, ghi nhin mét sé v kién g6p ¥ chia ngudi bénh, cy thé la;

Bang 2.6. Tong hop ¥ kién, gop ¥ ciia ngudi bénh

£ ax . S6 Tinh trang
TT Vin de NB tai khoa lugng hién tai
Béc thém 1én nha vé sinh ni hoi cao, | . , Chua dwoc khic
1 Lo .. 1. Céac bénh mach mau 01
khé di véi ngudi cao tudi. phuc.
) ”I:ay 40 cffa ngudi benh .nén dugc ndi Tim mach chuyén héa | 01 Chua dugc khic
rong 1 chit cho thodi mai. phuc.
Noi 02
Nha vé sinh chua sach, thinh thoan - - .
3 P 7 Sin ; g Ngoai mach mau 02 | B4 khac phuc
ac.
Nhi 01
Bon vé sinh nhidu lan khéng x& dugc | Didu tri tu nguyén L
4 . a1 A 01 | P& khac phuc
nuwoc. (hién tai la khoa Noi)
Nha vé& sinh c6 mii héi, nhidu rac | o . P3 nhic nhé nhéan
5 s, Céc bénh mach mau 03 n g
chua don kip thoi. vién chan chinh.
6 Céng tin bénh vién: dd #n chua hop Céc bénh mach méu 02 Di gép y khoa dinh

khau vi, gia ca con dit.
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1. KET LUAN

Mirc d6 hai long ciia nguoi bénh veé dich vu va chét luong phuc vu 1a thude do danh
gia chat lrgng bénh vién. Trong d6 muyc tiéu phan ddu ciia bénh vien Tim Ha Noi 1a
hudng toi sw thudn tién va hai long cao nhét clia ngudi bénh. Két qua thu duoc sau khao
sat thang 9/2017 nhu sau:

- Vé kha ning tiép can dich vu: Ty 1€ ngudi bénh hai long dat trén 95.0% nhung ty
1¢ rat hai long con thép chi tr 7.6% - 13.4%.

- Thoi glan cho thanh toén vién phi ¢6 ty 1€ ngudi bénh rat hai long thip nhit trong
nhém danh gia vé thoi gian chey tiép can dich vu (11.2%).

- V& tinh tlang co s& vt chét: Ty I8 nguoi bénh hai long gidm so v&i thang 8/2017 tir
93.3% - 98.1% xudng 91.4% - 96.2% (thang 9/2017) va c6 1.9% nguoi bénh khong hai
long vé tinh trang vé sinh bénh vién (cosa1).

- V& tinh than, thai dd nhén vién: ty 1€ hai long & mtrc cao > 94.4%, tuy nhién ty 18
rat hai long thép hon so véi thang 8/2017, tir 27.4% - 40.0% xudng con 19.2% - 30.5%.
Diém hai long trung binh vé tinh thin, thai do ciia nhan vién cao nhit 14 tai khoa Cac bénh
mach méu (4.63/5 diém) va thép nhit tai khoa Noi (4.0/5 didm).

- 100% ngudi bénh hai long vé chat luong cham soc ciia didu dudng, ty 16 rét hai
long dat 28.6%.

- Ty 1€ nguoi bénh dénh gia bénh vién dap tng duoc trén 80% so véi mong doi cua
ho 1a 87.6%, cao hon so vd&i thang 8/2017 (82.9%). Pa sb nguoi bénh déanh gia bénh vién
dap img dugce 100% mong dei ctia ho trude khi t6i kham (Mode).

- Ty 1& ngudi bénh chic chin quay lai hodc gidi thi€u cho ngudi khéac khi ¢6 nhu ciu
1 84.8%, tang so voi thang 8/2017 (82.65%).

- Ty 1€ hai long chung ctia ngudi bénh trong nhom khao sat 14 96.27%.

- Diém hai 1ong trung binh ctia ngudi bénh theo cac nhém chi sé danh gia vé& thai do
Umg xtt, ndng lue chuyén mén cua nhan vién y té dat 4.24/5 diém, két qui ndy giam so vai
thang 8/2017 ( 4.34/5 diém).

PTP. QUAN LY CHAT LUQNG

/

Nguyén Thi Hong Thu

yn Quang Tuén

Noi nhin:

- Ban Giam d6c (dé bao cdo);

- Céc khoa, phong (dé thyc hién);
- Luu: QLCL, VT.
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